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1. Strategic Plan Executive Summary

The North Carolina Department of Revenue (“NCDOR”) is charged with administering thetax laws and collecting

the taxes due to fund public services for the State. The NCDOR will carry outthis missioninanimpartial, consistent,
secure, and efficientmanner.

In 2018, after employee input, “secure” was added to the mission statement. The Strategic Plan focuses on
increasing protection of the NCDOR’s mostcrucial and sensitive assets, including sensitive taxpayer financial
information, from external threats. As mandated by a new state lawand the Internal Revenue Service, the NCDOR

requires a higher information security standard than other State agencies. Thus, information technology resources
arebeing realigned and relocated to meet heightened security standards.

The NCDOR will continueto modernize and innovate our system for processingtax returns and enhance our on-line
and telephony resources toimprovetaxpayer interactions and makeiteasier for taxpayersto comply with tax

filings. NCDOR will implement a new collection case management capability which allows enhances NCDOR's ability
to collecttaxes due inanimpartial, consistent, secure, and efficient manner.

Like many other agencies, a challengethe NCDOR is facingis therecruitmentand retention of talent amid
increasing retirements. The NCDOR seeks to address this by creating a formal talent management programthatis
responsiblefor the alignment of competencies to business strategies. Overall, the NCDOR strives to cultivatean
environment that encourages innovation inprocesses, technology, tax administration, and service deliveryin order
to carry outits missionand serve the people of North Carolina.
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2. Mission, Vision, and Values

Agency Mission Statement

To fund public services benefiting the people of North Carolina, we administer the tax laws and collect the taxes
dueinanimpartial, consistent, secure, and efficient manner.

Agency Vision Statement
Together, we area SMART organization because we:

e Safeguard customerinformation

e Maintaina knowledgeableworkforce

e Achieve a highlevel of understandingand compliance

e Respondwith accurateinformationthrough innovativeservices
e Treat our customers fairly

Agency Values
The Agency has Core Values thatarethe expectation of all who work here:

e Professionalism
e Accountability
e |ntegrity

e Respect
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3. Goals, Objectives, and Performance Measures

Goal 1 — Improve HR Processes

Objective 1.1 Performance Milestones

Reduce time to hireby 25% *  ProvideServiceNow access toall hiring

managers to increasetransparency

* Define and map the current state of the hiring
process and timelines

* Identify bottlenecks and or single points of
failure

» Utilizeprocess engineer(s)toidentifyandareas
for improvement

* Make suggestions toimprove processes

Define Service Level Agreements for critical steps in the
hiring process

Objective 1.2 Performance Milestones
Improve the NCVIP experience and transparency in * Create a NCVIP standardized Excel template
ratings with clearinstructions and definitions to be

utilized Agency-wide

Develop and deliver mandatory Agency-wide trainingon
the NCVIP tool, template, and the performance
management process for all employees

Objective 1.3 Performance Milestones
Improve onboarding process * Add servicelevel agreements to each taskin
Service Now

* Add more specific shortdescriptionsin Service
Now

Update access management templates
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Goal 2 — Review/ define Key Performance Indicators (KPI) related to internal customer supplier

relations in order to improve efficiencies and monitor for quality

Objective 2.1

Develops guidelines to determine KPIs for each of the
Department’s major processes.

Performance Measure or Milestone

e Complete pilotprojectto develop KPlIs for one
major process.

e Create guidelines for each Division to determine
KPIs for each major process.

Objective 2.2

Develop and plan ongoing evaluation of metrics and
process management.

Performance Measure or Milestone

e Develop framework for evaluation and
communication.

e Determine frequency of evaluation and
communication.

Goal 3 — Improve Personnel Safety and Security

Objective 3.1

Develop a policy, procedure and implementation plan to
support deployment of personalduress alarms by May
31, 2020 (complete)

Performance Measure or Milestone

e Policy development
e Procedures development

e Implementation plan to support deployment of
personalduress alarms

Objective 2.2

Improve procedures forproviding taxpayers a method to
verify DOR employee identity by June 30, 2020

(complete)

Performance Measure or Milestone

o Create tracking system/list to monitor progress
of those that have complied with deadline to
input information in Service Now

e Develop Standard Operating Procedure for how
agency directs taxpayers to verify employee and
how staffrespond to the inquiry by taxpayer
prior to implementation

e Develop and train staff and field personnelon
verification process

e Team will work with PIO office and
Communications team to distribute information
as it relates to employee verification process.

e Team will work with Call Center Management
to develop and test feasibility of IVR changes
prior to 5/31/2020

Objective 3.3

Implement a statewide badge access control system

Performance Milestone

o PBxpand the badge access controlsystemto
include remote sites and upgrade the

North Carolina Department of Revenue
5|Page




(complete) infrastructure at the main Revenue Building by
June 30, 2020
Objective 3.4 Performance Milestones

Conduct Physical security assessments atall locations
and develop animprovement plan

e Develop physical security standards by June 30,
2020 (complete)

e Conductsite visits by August 31, 2020
(complete)

e Analyze security gaps and develop site specific
improvement plans by October 31, 2020 (new
date April 30, 2021)

Objective 3.5

Develop current Evacuation and Emergency Response
Plans for each DOR location

Performance Milestones

e Update the Evacuation and Emergency
Response Plan template and create a location
specific plan for each DOR location by March
31, 2021 (new date June 30, 2021)

Goal 4 — Improve Communications

Objective 4.1

Inorder to achievean understanding of NCDOR, create a
quality assurancefunction thatreviews all outbound
communications for clarity for internal and external
customers.

Performance Milestones

e Create a team to perform a gap analysis for the
purpose of determiningareas within DOR’s
communications thatneed improvement
(completed October 2020)

e Create multipleteams to review the content of
technical communications for the purpose of
establishinga consistent policy for publication
and dissemination to internal and external
customers (Firstdraft completed December
2020)

e Consultwithinternal and external
stakeholders, specificallytargetingindividuals
with a varyinglevel of tax knowledge, to
determine if and other technical
communications areunderstandable or need

improvement (Ongoingthrough 2021)

North Carolina Department of Revenue
6|Page



Objective 4.2 Performance Milestones

In order to better engage and inform employees, focus on e Replaceemployee intranetwith new enhanced
improved internal communications with a structured site, which focuses on what is working while
internal communications protocol, animproved internal addingemployee-requested features such as
agency website and employee emails. more photos, calendars, employee-submitted

materials,and an updated | ook.
o strategydiscussion October 2019
through March 2020
o Vendor/software solution discussion
July through October 2020

o Choosesoftware solution: November
2020 (completed)
o Replacement transition August through
December 2021
o Go-livelanuary 2022
e Focus on manager-to-employee
communicationsand employee up
communication
o Develop Agency Communications
Protocol February through May 2021
based upon Collections Communication
Plan
o ldentify Communications Pain Points
and Proposed Solutions June through
August 2020
e Create accessibleopportunities for employees
to sharefeedback and suggestions (ongoing)

Goal 5 — Improve Culture

Objective 5.1 Performance Milestones

e All Milestones Completed.

e Proposed Solution—Approved by Executive
Leadership

e Implementation Plan—Completed.

Collaborate with employees that travel, in order to
address concernsrelated to rental cars, by June 30,
2020. Specifically, address strictcar return policies
which resultin employees modifyingtheiritinerary
creatinginefficiencies and results in additional costif
not returned timely Measurements

e FAQ Document — Completed April 2021
e Updated policy—Completed April 2021
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Objective 5.2

Collaboratewith all employees, in order to provide more
opportunities to develop a better cultureatDOR as it
relates to the ability to Challengethe Process and
Opportunities withintheagency, as an ongoing process.

Specifically, where staff may be reluctantto challenge
management on current processes/policies as they feel
their suggestion may not be considered or there could
be negative ramificationsto the challenger. This
behavior stiflesinnovation and doesn’tallow
opportunities for improvements and increased
efficiency.

Performance Milestones

e Proposeandpresent sustainablegoalsfor
continuous improvement of culture through
identifying resources, open employee
engagement and solutionstoleadership for
implementation, by June 30, 2021.

e Develop programto consistof BestPractice
Process for Challenging the Process,
contingent upon Executive Leadership
approval.

e Determine review techniques for program for
new ideas or modifications, indefinitely.

Measurements

e Developed Best Practice Process to Challenge the
Process, by September 30, 2021.

e Implementation Plan—for policy challengingthe
process. Date of implementationis contingent
upon of development of best practicesolution
andrequired resources.

e Report of on-goingreviews and proposed actions
to move forward.

Objective 5.3

Collaboratewith all employees, in order to provide
more opportunities to develop a better cultureat DOR
as itrelates to opportunities, events and
communications HQ Bias within theagency,as an
ongoingprocess.

Specifically, Staffin service centers feel there may be a
HQ Bias and they may have no career path and may not
receive the same opportunities (events, projects, casual
interaction w/leadership) asstaffin HQ. This resultsin
low moraleand highly qualified employees not pursuing
opportunities.

Performance Milestones

Milestone

e The presentation of collaborativeresearch,
along with proposed menu of solutions,
resources and implementations of preferred
managed DOR practices of Culturethatwill
enhance the DOR experience, by May 31,
2021.

e Develop programto consistof BestPractice
Process for HQ Bias concerns, contingent
upon Executive Leadership approval.

e Determine review techniques for program for
new ideas or modifications, indefinitely.

Measurements

e Developed Best Practice Process to addressing
HQ Bias defined areas, by September 30,2021.

e Implementation Plan—for addressingareas of
HQ Bias. Dateof implementationis contingent
upon of development of best practicesolution
andrequired resources.

e Report of on-goingreviews and proposed
actions to move forward.
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Objective 5.4

Collaboratewith all employees, in order to provide
more opportunities to develop a better cultureat DOR
as itrelates to opportunities, events and
communications within theagency,as an ongoing
process.

Specifically, dueto the fastpace, time sensitiveand
voluminous nature of our work, staff experience high
stress levels. Stressed staff may result mistakes, reduction
in proficiency and strained relationships with colleagues.
In order to determine ways to reduce high stress levels,
form a DOR cross-divisional team to determine the
reasons for high stress in theworkplaceand ways that
would reduce stress for staff. Survey staff to determine
their concerns.

Objectives

e EvaluateResponses.

e Providerootcauseanalysis.

e (Create anengagement model with employees.

e Proposesustainablegoalsfor continuous
improvement of culturethrough identifying
resources, open employee engagement and
leadership training.

Performance Milestones

Milestone

e The presentation of collaborativeresearch,
along with proposed menu of solutions,
resources and implementations of preferred
managed DOR practices of Culturethatwill
enhance the DOR experience, by July 30,
2021.

e Develop programto consistof proposed
stress management programs, activities,
trainings, and resources for employees and
leadership, contingent upon Executive
Leadership approval.

e Determine review techniques for program for
new ideas or modifications, indefinitely.

Measurement

e Developed Best Practice Process to addressing
Stress Management, by October 31, 2021.

e Implementation Plan—for addressingareas of
Stress Management for employees and training
for leadership. Dateof implementationis
contingent upon of development of best practice
solutionandrequired resources.

e Report of on-goingreviews and proposed
actions to move forward.

Objective 5.5

Collaboratewith all employees, in order to provide
more opportunities to develop a better cultureat DOR
as itrelates to opportunities, events and
communications withintheagency,as an ongoing
process.

Specifically, some employees arerestricted to certain
work schedules, and if available, flexible schedules are
inconsistently administered impacting morale, a healthy
work-life balance and employee retention. In order to
provide a healthy work-life balanceand employee
retention form a DOR cross-divisional teamto determine
the employee needs while meeting the business needs of
the Department.

Performance Milestones

Milestone

e The presentation of collaborativeresearch,
along with proposed menu of solutions,
resources and implementations of preferred
managed DOR practices of Culturethatwill
enhance the DOR experience, by May 31,
2021.

e Develop programto consistof BestPractice
Policies for Flexibility and healthy work-life
balance, for employee retention concerns,
contingent upon Executive Leadership
approval.

e Determine review techniques for program for
new ideas or modifications, indefinitely.

Measurements
e Developed Best Practice Process to addressing
Flexibility defined areas, by September 30,2021.
e Implementation Plan—for addressingareas of
flexibility. Date ofimplementationis contingent
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upon of development of best practice solution
andrequired resources.

e Report of on-goingreviews and proposed
actions to move forward.

Objective 5.6

Collaboratewith all employees, in order to provide
more opportunities to develop a better cultureat DOR
as itrelates to opportunities, events and
communications within theagency, as an ongoing
process.

Specifically, employees that feel they are micromanaged
often feel a lack of autonomy and mastery in their work
product, which results in poor performanceand
qguestioningtheir purpose within the organization. In
order to address theissue of micromanagementform a
DOR cross-divisional group to address micromanagement.

Performance Milestones

Milestone

e The presentation of collaborativeresearch,
along with proposed menu of solutions,
resources and implementations of preferred
managed DOR practices of Culturethatwill
enhance the DOR experience, by June 30,
2021.

e Develop programto consistof BestPractice
Policies for addressing micromanagement
concerns, contingent upon Executive
Leadership approval.

e Determine review techniques for program for
new ideas or modifications, indefinitely.

Measurements

e Developed Best Practice Process to addressing
Micromanagement, by October 31,2021.

e Implementation Plan—for addressing
micromanagement. Date of implementationis
contingent upon of development of best practice
solutionandrequired resources.

e Report of on-going reviews and proposed
actions to move forward.

Objective 5.7

Collaborate with all employees, in order to provide
more opportunities to develop a better cultureat DOR
as itrelates to opportunities, events and
communications within theagency, as an ongoing
process.

Specifically, provide new employees a platformto immerse
with the culture of DOR, in order to establish and promote
vertical and lateral engagement, guidance, institutional
knowledge, and sustain effective communication. DOR’s
goalis toallowfor a successfuland positive career
experience whileachievingjob loyalty and retention for the
cultureof “We hireto retire”.

Performance Milestones

Milestone
e Develop Program Name — Completed

e Identify Challenges (Introduction,
Engagement, Guidance, Business,
Communication), to be completed by June
30, 2021.

e The presentation of collaborativeresearch,
along with proposed menu of solutions,
resources and implementations of preferred
managed DOR practices of Culturethatwill
enhance the DOR experience, by September
30, 2021.

e Develop program(s) to consistof Best
Practice Policies for addressing employee
engagement through-out the agency,
contingent upon Executive Leadership
approval.
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e Determine review techniques for program for
new ideas or modifications, indefinitely.

Measurement

e Developed Best Practice Process to addressing
employee engagement programming, by January
31, 2022.

e Implementation Plan —for addressing employee
engagement program(s). Date of implementation
is contingent upon of development of best
practicesolution and required resources.

e Report of on-goingreviews and proposed actions
to move forward.

Goal 5 — Improve Culture

Objective 5.1

Collaborate with employees that travel, in order to
address concernsrelated torental cars, by June 30,
2020. Specifically, address strictcar return policies
which resultin employees modifyingtheiritinerary
creatinginefficiencies and results in additional costif
not returned timely

Performance Milestones
e All Milestones Completed.
e Proposed Solution—Approved by Executive
Leadership
e Implementation Plan—Completed.

Measurements

e FAQ Document — Completed April 2021
e Updated policy—Completed April 2021
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Objective 5.2

Collaboratewith all employees, in order to provide more
opportunities to develop a better cultureatDOR as it
relates to the ability to Challenge the Process and
Opportunities withintheagency, as an ongoing process.

Specifically, where staff may be reluctantto challenge
management on current processes/policies as they feel
their suggestion may not be considered or there could
be negative ramifications to the challenger. This
behavior stiflesinnovation and doesn’tallow
opportunities for improvements and increased
efficiency.

Performance Milestones

e Proposeandpresent sustainablegoalsfor
continuous improvement of culture through
identifying resources, open employee
engagement and solutionstoleadership for
implementation, by June 30, 2021.

e Develop programto consistof BestPractice
Process for Challenging the Process,
contingent upon Executive Leadership
approval.

e Determine review techniques for program for
new ideas or modifications, indefinitely.

Measurements

e Developed Best Practice Process to Challenge the
Process, by September 30,2021.

e Implementation Plan—for policy challengingthe
process. Date of implementationis contingent
upon of development of best practicesolution
andrequired resources.

e Report of on-goingreviews and proposed actions
to move forward.

Objective 5.3

Collaboratewith all employees, in order to provide
more opportunities to develop a better cultureat DOR
as itrelates to opportunities, events and
communications HQ Bias within theagency,as an
ongoingprocess.

Specifically, Staffin service centers feel there may be a
HQ Bias and they may have no career path and may not
receive the same opportunities (events, projects, casual
interaction w/leadership) asstaffin HQ. This resultsin
low moraleand highly qualified employees not pursuing
opportunities.

Performance Milestones

Milestone

e The presentation of collaborativeresearch,
along with proposed menu of solutions,
resources and implementations of preferred
managed DOR practices of Culturethatwill
enhance the DOR experience, by May 31,
2021.

e Develop programto consistof BestPractice
Process for HQ Bias concerns, contingent
upon Executive Leadership approval.

e Determine review techniques for program for
new ideas or modifications, indefinitely.

Measurements

e Developed Best Practice Process to addressing
HQ Bias defined areas, by September 30,2021.

e Implementation Plan—for addressingareas of
HQ Bias. Dateof implementationis contingent
upon of development of best practicesolution
andrequired resources.

e Report of on-goingreviews and proposed
actions to move forward.
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Objective 5.4

Collaboratewith all employees, in order to provide
more opportunities to develop a better cultureat DOR
as itrelates to opportunities, events and
communications within theagency,as an ongoing
process.

Specifically, dueto the fastpace, time sensitiveand
voluminous nature of our work, staff experience high
stress levels. Stressed staff may result mistakes, reduction
in proficiency and strained relationships with colleagues.
In order to determine ways to reduce high stress levels,
form a DOR cross-divisional team to determine the
reasons for high stress in theworkplaceand ways that
would reduce stress for staff. Survey staff to determine
their concerns.

Objectives

e EvaluateResponses.

e Providerootcauseanalysis.

e (Create anengagement model with employees.

e Proposesustainablegoalsfor continuous
improvement of culturethrough identifying
resources, open employee engagement and
leadership training.

Performance Milestones

Milestone

e The presentation of collaborativeresearch,
along with proposed menu of solutions,
resources and implementations of preferred
managed DOR practices of Culturethatwill
enhance the DOR experience, by July 30,
2021.

e Develop programto consistof proposed
stress management programs, activities,
trainings, and resources for employees and
leadership, contingent upon Executive
Leadership approval.

e Determine review techniques for program for
new ideas or modifications, indefinitely.

Measurement

e Developed Best Practice Process to addressing
Stress Management, by October 31, 2021.

e Implementation Plan—for addressingareas of
Stress Management for employees and training
for leadership. Dateof implementationis
contingent upon of development of best practice
solutionandrequired resources.

e Report of on-goingreviews and proposed
actions to move forward.

Objective 5.5

Collaboratewith all employees, in order to provide
more opportunities to develop a better cultureat DOR
as itrelates to opportunities, events and
communications withintheagency,as an ongoing
process.

Specifically, some employees arerestricted to certain
work schedules, and if available, flexible schedules are
inconsistently administered impacting morale, a healthy
work-life balance and employee retention. In order to
provide a healthy work-life balanceand employee
retention form a DOR cross-divisional teamto determine
the employee needs while meeting the business needs of
the Department.

Performance Milestones

Milestone

e The presentation of collaborativeresearch,
along with proposed menu of solutions,
resources and implementations of preferred
managed DOR practices of Culturethatwill
enhance the DOR experience, by May 31,
2021.

e Develop programto consistof BestPractice
Policies for Flexibility and healthy work-life
balance, for employee retention concerns,
contingent upon Executive Leadership
approval.

e Determine review techniques for program for
new ideas or modifications, indefinitely.

Measurements
e Developed Best Practice Process to addressing
Flexibility defined areas, by September 30,2021.
e Implementation Plan—for addressingareas of
flexibility. Date ofimplementationis contingent
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upon of development of best practicesolution
andrequired resources.

e Report of on-goingreviews and proposed
actions to move forward.

Objective 5.6

Collaboratewith all employees, in order to provide
more opportunities to develop a better cultureat DOR
as itrelates to opportunities, events and
communications within theagency, as an ongoing
process.

Specifically, employees that feel they are micromanaged
often feel a lack of autonomy and mastery in their work
product, which results in poor performance and
questioningtheir purposewithin theorganization.In
order to address theissue of micromanagementform a
DOR cross-divisional group to address micromanagement.

Performance Milestones

Milestone

e The presentation of collaborativeresearch,
along with proposed menu of solutions,
resources and implementations of preferred
managed DOR practices of Culturethatwill
enhance the DOR experience, by June 30,
2021.

e Develop programto consistof BestPractice
Policies for addressing micromanagement
concerns, contingentupon Executive
Leadership approval.

e Determine review techniques for program for
new ideas or modifications, indefinitely.

Measurements

e Developed Best Practice Process to addressing
Micromanagement, by October 31,2021.

e Implementation Plan—for addressing
micromanagement. Date of implementationis
contingent upon of development of best practice
solutionandrequired resources.

e Report of on-going reviews and proposed
actions to move forward.

Objective 5.7

Collaborate with all employees, in order to provide
more opportunities to develop a better cultureat DOR
as itrelates to opportunities, events and
communications within theagency, as an ongoing
process.

Specifically, provide new employees a platformto immerse
with the culture of DOR, in order to establish and promote
vertical and lateral engagement, guidance, institutional
knowledge, and sustain effective communication. DOR’s
goalis toallowfor a successfuland positive career
experience whileachievingjob loyalty and retention for the
cultureof “We hireto retire”.

Performance Milestones

Milestone
e Develop Program Name — Completed

e Identify Challenges (Introduction,
Engagement, Guidance, Business,
Communication), to be completed by June
30, 2021.

e The presentation of collaborativeresearch,
along with proposed menu of solutions,
resources and implementations of preferred
managed DOR practices of Culturethatwill
enhance the DOR experience, by September
30, 2021.

e Develop program(s) to consistof Best
Practice Policies for addressing employee
engagement through-out the agency,
contingent upon Executive Leadership
approval.
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e Determine review techniques for program for
new ideas or modifications, indefinitely.

Measurement

e Developed Best Practice Process to addressing
employee engagement programming, by January|
31, 2022.

e Implementation Plan —for addressing employee
engagement program(s). Date of implementation
is contingent upon of development of best
practicesolution and required resources.

e Report of on-goingreviews and proposed actions
to move forward.

Goal 6 — Implementa comprehensive Knowledge Management capability

Objective 6.1

Migrate existing knowledgearticles fromlegacyintranet
system to ServiceNow by October 31, 2020

(Completed)

Performance Milestones

e Develop divisional content migration maps by May
15, 2020.

e Providecontent migration supportas needed
through duration of migration

Objective 6.2

Identify touchpoints in existing DOR processes for
content creation or change by August 31, 2020.

(Completed)

Performance Milestones

o Meet withidentified knowledge managers to
identify processes within their divisions thatdrive
knowledge creation or change by June 30, 2020.

e Add knowledge management as a category to
business transformation activities inDOR’s formal
change management process by July31,2020.

e Create a process with the Service Desk to create

knowledge articlefor common incidents by August
31,2020

Objective 6.3

Communicate knowledge management timelines and
expectations agency wide by August 31, 2020.

(Completed)

Performance Milestones

e Develop a communication planfor disseminating the
knowledge management roadmap to the agency by
May 31, 2020.

e Create monthly digeststylearticlestoinclude new
knowledge articles published and poston the
intranet
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Objective 6.4

Monitor feedback and update knowledge articlesand
bases as contentis beingadded within defined SLAs

(Completed)

Performance Milestones

e Review user generated feedback within two
business days of receiptand makenecessary article
adjustments

e Develop a plantoupdate or create knowledge bases

based on user feedback and business needs by July
31,2020

Goal 7 — Implementa comprehensive Talent Management capability

Objective 7.1

The new stateclassand compensation system has
collapsed jobs within classes which makes equity
analysis very difficult. DOR has multiplejobs within
each classificationthat need to be compensated
differently based on knowledge, skills, attributes and
market forces.Jobs need to be defined within
classificationsin order to build pay plans, career
progression paths,and appropriatetraining plans.

Objective 7.2

Insome areas, salaries are not competitive, perhaps
impacting our ability torecruitand retain highly skilled
employees. The new state classand compensation
system has created salary compression withinclasses
and payis based onlongevity rather than knowledge,
skillsand abilities, which can createinequity among
staff.

Objective 7.3

There arenot clearly defined career progression paths
across the Agency. Because of this, staffareleft to
guess the Knowledge, Skills and Abilities thatare
needed to bestplantheirlong-term career at the

Agency.

Objective 7.4

Management Training Plan

Performance Milestones

All IT pay grades have been Hay pointed and arein
productionfor usein salary & equity analysis. The
remaining work will be completed and goal achieved by
December 2021.

e All paygradesin ATand GN15 andhigher will bein
productionbyJune2021

e All paygradesin GN14andlowerwill beinproduction
by December 2021

Performance Milestones
Hay work (7.1) willbe completed allowing the building of
pay plans.

e UsingtheHay points, build payplansfor jobsin IT, AT
and GN15 and higher pay grades by December 2021.

e UsingtheHay points, buildpayplansfor jobsin GN14
and lower pay grades by December 2022

Performance Milestones

e UsingtheHay Pointsystem, definethe career paths at
the NCDOR by October 2022
e Lookforlargejumpsin Haypointsto determineif

“bridge” roles may need to be created to allow better
progression by November 2022

e Communicatethe pathsto the employees by
December 2022

Performance Milestones

Korn Ferry 360was selected and piloted forthe standard
management feedback tool inSubmissions Processing. The
pilotwas a success andfor FY2020-2021anadditional 40
managers were selected for feedback. This hasalsogone
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Objective 7.5

The hiring processisnotcurrently designed to provide
feedback to internal applicants that were not selected.

The lack of feedback denies staff the ability to
understand where they may have opportunities to
better themselves. This lack of transparency could

inadvertently leave staff the impression thatthehiring

process is notfair and/orthatthere are other non-
legitimate HR factors being considered.

Objective 7.6

Job descriptionsvaryinquality across the department
causing confusion and may lack related information

thatis needed (e.g. mandatory designations, telework

able, secondary language capability, etc.)

Objective 7.7

Over time, work within the agency has changed
causingsomeareas to beoverstaffed and others to be
understaffed, which causes capacity issuesin specific
divisions/organizations. In addition, staff may notbe
adequately located throughoutthe state to efficiently
address the workload.

Objective 7.8

There is nosystematic process focused on the
identification, selection, and growth of staff with
specific competencies thatarecritical for the Agency
to surviveand prosper.

well. As a resultthe programis now in full production and
we will continue to provide feedback forapproximately 1/3
of the management every year.

Develop a standard management training program for
all levels of leaders in the Department by December
2021.

o Alljobswill havetheirleadershiplevel
identified by July 2021

e Eachlevel of leadership will have a standard
training programidentified by July2021

e All managementwill be reviewed to
determine gaps between the standard
training programs and be scheduled to
completeall training by December2022.

Performance Milestones

The HR Business Partner (HRBP) role was defined andan
internal MOU defines theinteractions between the HRBP
and DORHR.All HRBP roles are now filled and in
production. This goal will be completed by July 2021.

Definethestandardhiring process to be used across
the Departmentincluding a knowledge/skills screen,
competencies screen, related internal hiring processes
and feedbackprocesses by July 2021

Providetraining on the standard hiring process by July
2021

Performance Milestones

Standard JD completed, including a better formatand included
Hay information. This goal will be completed by July2021.

Createany necessary training and procedures by June
2021

Begin updating all JDs and posting in ServiceNow. Any
new job postings will requirethe new JD by July 2021

Performance Milestones

Goal Completed

Performance Milestones

Definea 9-box template by June 2021

Will work towards an agency-wide 9 box template for
next NCVIP cycle (2021-2022).

Createany needed process andtraining by June 2021
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Objective 7.8

There is a lack of structured, constructive feedback to
all levels of staff. The lack of feedback forces the staff
to self-determine their own strengths and
weaknesses. Ifa developmental planis created,itis
then, at best, uninformed which lowers the overall
chanceof success.

Management to identify successionrisks by June 2022

Performance Milestones

HR has createda new standard VIP template for use
across the Departmentand will bein anextended pilot
this cycle 2021-22 performance plans.

Template will be reviewed by December 2021 for
feedback

Final VIP template will be introduced for the 2022-23
performance plans
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Goal 8 — IT Improvements

Objective 8.1 Performance Milestones

Migrate from DIT services e Implement new DOR network

e Implement Security Operations Center

e MigratelT assets to TierPoint Data Center

e ReplaceNCID with DOR ID Mgt. solution

e Complete Implementation of UCaaS/CCaaS

e Migrate DOR public web presence and content
to DOR network and data center/s

e Replace Mailman with Granicus govService

Objective 8.2 Performance Milestones

Improve teleworking e Implement Fax Server solution

e Complete configuration of Rooms for Teams in
servicecenters and trainingrooms

e Transition to Intune for MDM

e Enableuse of 0365 mobileapplications

e EnhanceAzure AD and develop strategy for
Azure App Portal

Objective 8.3 Performance Milestones

Modernize business systems e eServices upgrade— Phasell

e Modernize OFP

e Upgrade Fuel Tracking System

e Transition|FTAto IPC

e Collections Case Management—Phasel
e ReplaceAlcohol & Tobacco System

e Retire PSRM
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Goal 9 — Improve Engagement

Objective 9.1 OneDOR Performance Milestones

Improve the OneDOR program e Determine employee engagement metrics:
Accuratelyrecord all financial transactions
through accounting, documentation, shift count
sheets. Track participation data Conductall
operations in an efficientand transparent
manner. Collaborate with internal strategic
teams for obtaining metrics

e Produceadiversearrayofinitiatives, strategies,
and events into an organized calendarfor
employee participation, education and outreach

e Ensurethatall of OneDOR’s strategies and
initiatives align with and reflectthe Agency’s
values of Professionalism, Accountability,
Integrity and Respect

Objective 9.2 — Improve Engagement Performance Milestones

e Provide DORemployees with a hybrid
(virtual/onsite) of engagement opportunities
that cultivatea commitment to community and
leadership

e Continue generatingactivitiesthatbuild
camaraderie, promote community, and that
unite employees around a common sense of
purpose.

e Raisethe status ofthe DOR as an engaged
agency

e Employee engagement survey by 12/2021

e Designadditional events, program,initiatives by
6/2022

e Improve wellness impact by bringing together
andincreasing collaboration among existing
wellness partners and programs by 12/2021
Summerfield Custom Wellness, HealthSmart
Pharmacy, Rex Wellness, The American Red
Cross, Eastern Carolina Medical Center

e Support engagement and participationinthe
State’s wellness programs and initiatives:
ESMMWL, Miles for Wellness, Onsite Nutritional
Counseling, State Employees’ Farmer on the
Mall, the Produce Box, NC Wellness and Safety
Expo

e Expandourvirtual/online network of wellness

partners and increase number of virtual/online
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wellness programs and initiatives Partner with
Virgin Pulseand BSDI by 12/2021

Create a Reward and Recognition sub-
Committee 4/2021

Recognize and reward the accomplishments of
employees and expand opportunities to
participate:

o Merit-based awards: Recognizing
Outstanding Achievement at Revenue,
Secretary’s Award, Governor’s Award
for Excellence nominees, Employee
Recommendation Program, Special
projects, Ambassador Opportunities,
12/2022

o Service-based awards:Service Awards,
Anniversary letters, Retirement
Ceremonies

o Connection-based:Onboarding, New-
Hire Networking, New Employee
Spotlight Newsletter, Suggestion Box,
Special Invitations, Employee Forums,

o Continued commitment to advancinga
hybrid model of onboardingto
welcome remote and onsite employees

Create additional virtual award/recognition
ceremonies that employees find meaningful
1/2022

Leverage the key strengths of development
programs to maximizelearning, opportunities,
and outcomes

Continue collaboration and development
opportunities with external partners Campbell
University, other state agencies: NCCU, NC
State, UNC Wilmington 1/2022

Promote cross-collaboration with other DOR
divisions: KEO, Talent Management

Objective 9.3 — Community Service

Increasethe useof the community serviceleave benefit

and volunteerism

Performance Milestones

Provide organized monthly and quarterly opportunities
to give back to the community

Continue to partner with local charities/non-
profits

Increasethe Agency’s reputationin the
community

Highlightthe health benefits associated with
volunteerism
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° Increasethe use of Community Service Leave
at the Agency

Goal 10 — Diversity & Inclusion

Objective 10.1 - Demonstrate leadership Performance Milestones

commitment and accountability e Develop astrategic planthataligns diversity and
Demonstrate leadership commitmentand accountability inclusion efforts with DOR strategic goals and
through agency policy, messaging, and behavior that objectives by December, 2021.

advances diversity and inclusion goalsand objectives. e Create andimplement a communications

strategy that further elevates diversity and
inclusion as a key strategic priority and
reinforces leadershipcommitment by
December, 2021.

e Raiseawareness byincludinginformation about
diversity and inclusion on the DOR’s external
website, and maintaining other tools to provide
updated diversity data to DOR Executive
Leadership, by December, 2021.

Objective 10.2 - Foster a connected culture Performance Milestones

Cultivatea supportive, welcoming, inclusive, and fair e Partner with HBCU to increasethetalent

work environment that allows employees to feel pipeline; Supporta fair and systematic approach
connected to the agency’s mission and contribute to for recruiting, evaluating, and selecting

their full potential. individuals for DOR employ and professional

development programs by December, 2021.

e Collaboratewith Cultureand Communication
Strategic Teams; Use employee feedback,
including survey data, to create, update, and
implement action planstoimprove
organizational culture; encourageleadership
approaches thatsupportemployee engagement
and belonging; and address specificemployee
concerns by December, 2021.

e Continue to supportandintroduceemployee
programs and mentoring programs that
enhance and encourage development
opportunities by December, 2022.

e EnsureDOR’s programs and activities are
accessibleto diversesegments. Collaborate
with Call Center that work with the disabled;
research and find groups for potential staff
augmentation by December, 2022.

North Carolina Department of Revenue
22|Page



e Providetrainingand educationin collaboration
with DOR external partners, toinclude Korn
Ferry, Skillsoftand Gartner, on diversity and
inclusion matters by December, 2021.

Objective 10.3 — Build a diverse talent pipeline

Pursuea comprehensivestrategy to build and maintain
a high-performing workforce drawn from all segments of
American and global society.

Performance Milestones

e Engage with colleges and universities, including
women’s colleges, Historically Black Colleges
and Universities, Hispanic Serving Institutions,
Tribal Colleges and Universities,and other
minority-servinginstitutions, through career
fairs, networkingand recruiting events by
December, 2021.

e Establishand maintainpartnerships with
minority, women, and other diverse
professional associations to help develop and
maintain a pipeline of diverse candidates for
employment in professional DOR occupations
by December, 2021

Objective 10.4 — Leverage diversity and inclusion
for mission effectiveness

Use DOR resources and services in a manner that
reflects diversity of citizens and businesses.

Performance Milestones

e Promote diverse participation and perspectives
inall facets of the DOR’s missionandinthe
DOR'’s Strategic and Employee Committees by
June, 2022.Recruitadditional partners for the
Speaker Series 1/2022

e Ensurethatdiversevoices arerepresented in
programming, such as agency-wide events,
mission-focused training, advisory committee
composition, and participationinroundtables
and similar events by June, 2022.

Goal 11 — Agency EEO Commitment

Objective 11.1 - Increase transparency around
EEO metrics and encourage agency-wide
participation in EEO initiatives

Historically, EEO statisticsand programinitiatives have
been reported annually, with the yearly release of the

agency EEO plan.Inan effort to increasetransparency
around EEO metrics, the Agency EEO Officer will provide

Performance Milestones

e Beginningsummer 2021, the Agency EEO
Officer will providethe CEO, COO and HR
Director with quarterly updates on EEO metrics
including:

o Statisticsonunderrepresented groups
and progress madetowards meeting
hiringgoals
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more regular data and updates on EEO goals to
Leadership.

o Upcomingtraining opportunities
o Updates on previous training
opportunities
Policyand practice updates
EEO complainttrends
Running FAQ

Objective 11.2 - EEO Plan for Quality Sourcing
and Diverse Pools

Drivingdiversity and inclusion through the recruitment

process by collaborating and integrating theagency’s
EEO Plan.

Performance Milestones

e Incorporate EEO data into Hay Points
e Improve underrepresentation
o Identifyresources for
underrepresented categories with
recruitment
o Providequarterly updates to agency on
recruitment and selection trends

Objective 11.3 — The DOR EEO Committee will
develop and review strategies, systems, policies
and guidelines to implement and enhance the
Agency’s Equal Employment Opportunity (EEO)
Plan

The committee will promoteand foster education and

outreachinitiatives thatshowcasetheagency’s
commitment to diversity andinclusion.

Performance Milestones

e Sponsortraining, events and other activitiesin
support of the Agency’s EEO goals

e Collectandanalyzedata toinform DOR
Leadership of the Agency’s progress towards
meeting its stated EEO goals

Goal 12 — evidence-based decision-making and equity

Objective 12.1 - Create a culture that makes well
informed decisions about agency policies,
administrative priorities, programs, initiatives,
and projects by putting the best available
evidence from research at the heart of
developmentand implementation.

Performance Milestones

e BeginningMay 2021 create the Department of
the Assistant Secretary of Tax Research

e Begin review of availabledata regarding agency
policies, administrative priorities, programs,
initiatives

Objective 12.2 - Partnering with practitioners,
university researchers and student interns with
an emphasis on historically black colleges and
universities to develop a body of current
research that informs decision-making on all
aspects of policy programs and projects.

Performance Milestones

e Beginninglune 2021 review all currentresearch
projects and existing relationships

e Prioritizeexisting projects and determineany
immediately needed projects

e Establish KPl and goals
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Objective 12.3 — The use of modeling and other | performance Milestones

analytical tools to examine the impact of e Beginninglune 2021 review the extra credit
policies, programs, and projects on specific grantprogram for impactanalysis
constituents and stakeholders to determine the e Beginningby January 2022 defineadditional
nature of the impact and issues of equity that projects to review for impactanalysis

may arise

4. Highlights and Opportunities

Agency Highlights and Best Practices
2020 Accomplishments

e Funded public services benefiting the people of North Carolina
o Collected $23 billionfor the state General Fund and $3.8 billion for local governments to fund
schools, roads, publicsafety, health care, and other vital public services.
Processed 11 milliontax returns and sentout2.6 million refunds totaling $2.3 billion.
Increased sales tax collections, particularly fromonlinesales, and provided critical stateand local
funding during the COVID-19 pandemic and future state budget availability.
e Continued critical operationsand customer service throughout pandemic
o Quicklytransitioned nearly 90 percent of a 1,400-member workforce to teleworking over the
courseofseveral weeks to maintain critical operations, including most customer serviceagents.
o Successfully managed three major tax-filing deadlines during pandemic (includingan unplanned
July 15 deadline), providing critical funding for the state and local governments.
o Worked with taxpayers financially affected by pandemic to ensureflexibility and compassion
duringdifficulteconomic period.
e Distributed COVID-19 funding for families with children
o Successfullyadministered Extra Credit GrantProgram, the legislatively-mandated initiative to
provide $335 to families with children to assist with virtual learningand childcare needs.
o Sent more than 1 million checks to North Carolinians within 6 weeks of the program’s passage.
e Increasedidentity theft/ refund fraud protection and data security
o Enhanced screeningstopped more than 30,000 cases totalingin excess of $50 millionin
fraudulent tax refunds from beingissued.
e Improved outreach
o Partnered with AARP to help prevent identity theft targeted at seniors.
o Hired Latino Outreach Coordinator toimprove outreach and tax complianceamong
Latino/Hispanicpopulation.
o Launched agency website translated into Spanish.
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Potential Initiatives

(Insert a description of any additional initiatives that your agency envisions and would like to take on
but does notcurrently have the resources to undertake).

Collaborative Opportunities

(Insert any identified opportunities for statewide or inter-agency collaborative initiatives that would yield
significant efficiencies or improve effectiveness in State programs).
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